


1986 INDEX OF ARTICLES 





TITLES BY SUBJECT 

Aging 

A Blueprint for Hospitals in an Aging Society, 
Dychtwald, N/D 86:32 


Capital 
Making Money, Brown, J/A 86:13-15 


Diversification/Joint Ventures 


Mega-Mergers: The Snowball Effect, Higgins, 
M/J 86:62-65 

Life After Merger: The Human Resource 
Factor, Williams and Feldman, S/O 
86:33-36 

Reorganizing Without Agonizing, Piper, S/O 
86:41-44 

Warning: Joint Ventures May be Hazardous to 
Your Hospital’s Health, Fader, N/D 86:30 


Ethics 


Making Choices, Friedman, J/A 86:20-21 
Making Choices, Friedman, S/O 86:46-47 
Making Choices, Friedman, N/D 86:45 


Futurism/Trends 


Bigger Than the Both of Us, Annison, M/A 
86:23-25 

Forecasting Physician Demand, Michaelis and 
Pierson, M/A 86:26-27 

Shuttle Diplomacy, Salisbury , M/A 86:29-30 

The Leading Edge, Coile, J/F 86:9 

The Leading Edge, Coile, M/A 86:49 

The Leading Edge, Coile, M/J 86:77 

The Leading Edge, Coile, J/A 86:27 

The Leading Edge, Coile, S/O 86:9 

The Leading Edge, Coile, N/D 86:9 

Anticipating Your High-Tech Tomorrow, 
Kaiser, N/D 86:12 


Guest Relations/Consumer Issues 


Women as Healthcare Consumers, Francese, 
J/F 86:22-24 

Toward the Patient-Driven Hospital, Part One, 
Jenna, M/J 86:8-18 

Toward the Patient-Driven Hospital, Part Two, 
Jenna, J/A 86:52-59 

What Do Consumers Really Want?, Friedman, 
M/J 86: 19-24 

Creating the Responsive Organization, Kotler 
and Clarke, M/J 86:26-32 

Developing a Consumer-Driven Hospital, 
Fritz, M/J 86:39-40 

Anatomy of a Decision, Weber, N/D 86:23 


Healthcare Forum: Special Inserts 
& Supplements 


Executive’s Guide to Microcomputers in 
Healthcare, Healthcare Forum, J/F 86:31-44 

Microcomputers: Making Choices, Vose, J/F 
86:33-37 

Microcomputers—Case Study 1: Adapting to 
the Computerized Environment, Herbers, J/F 
86:39-41 

Microcomputers—Case Study 2: Maximizing 
the Results, Calvaruso, J/F 86:42-44 

A New Manat the Helm, Berger, M/J 86:43-46 

1986 Innovators Catalog, Healthcare Forum, 


J/A 86:29-48 
Highlights ’86: The 1986 AWH Convention 
Report, Healthcare Forum, J/A 86:60-65 


Innovation/Entrepreneurship 


Idea Management, Kotler, M/A 86:45-48 

Innovation: The 3M Credo, Flower, J/A 
86:8-11 

Crisis in Productivity, Dahl, J/A 86:17-19 

1986 Innovators Catalog, Healthcare Forum, 
J/A 86:29-48 

Hospitals Selling to Hospitals, Wood and Bron- 
kesh, S/O 86: 19-22 

A Blueprint for Hospitals in an Aging Society, 
Dychtwald, N/D 86:32 


Leadership/Management Issues 


Room at the Top, Friedman, J/F 86: 18-21 

Organizational Mindset, Kaiser, J/F 86:50-53 

Standing Firm on Shaky Ground, Shortell and 
Mickus, J/F 86:55-58 

Achieving Greatness, Pointer, J/F 86:59-60 

Just Asking, Witt, M/A 86:28 

The Emerging Leaders: Seeding the Healthcare 
Frontier, Flower, M/J 86:48-61 

Just Asking, Witt, M/J 86:79 

Crisis in Productivity, Dahl, J/A 86:17-19 

Just Asking, Witt, J/A 86:21 

Product Line Management, Ruffner, S/O 
86:11-14 

Shortcuts to Marketing Decisions, Collins, S/O 
86:16-18 

New Tools for Healthcare Decision-Making, 
Coddington and Steiker, S/O 86:25-27 

Life After Merger: The Human Resource 
Factor, Williams and Feldman, S/O 
86:33-36 

Reorganizing Without Agonizing, Piper, S/O 
86:41-44 

Just Asking, Witt, S/O 86:53 

Just Asking, Witt, N/D 86:50 


Marketing/Advertising 


Idea Management, Kotler, M/A 86:45-48 

Creating the Responsive Organization, Kotler 
and Clarke, M/J 86:26-32 

Product Line Management, Ruffner, S/O 
86:11-14 

Shortcuts to Marketing Decisions, Collins, S/O 
86: 16-18 

Hospitals Selling to Hospitals, Wood and Bron- 
kesh, S/O 86: 19-22 

New Tools for Healthcare Decision-Making, 
Coddington and Steiker, S/O 86:25-27 


Organizational Culture 

Organizational Mindset, Kaiser, J/F 86:50-53 

Standing Firm on Shaky Ground, Shortell and 
Mickus, J/F 86:55-58 

Just Asking, Witt, M/A 86:28 

Confronting Organizational Culture, Flexner 
and Gunkler, N/D 86:38 


Physician/Administrator Relations 


The Medical Mind, Morgenstern, M/A 86:8-11 

Physicians and CEOs, Austin, M/A 86: 16-20 

Bigger Than the Both of Us, Annison, M/A 
86:23-25 

Shuttle Diplomacy , Salisbury , M/A 86:29-30 


Pricing, Reimbursement, and 
Compensation 


Just Asking, Witt, J/F 86:72 

Nimer on Pricing, Nimer, J/F 86:74-75 
Nimer on Pricing, Nimer, M/A 86:31-32 
Nimer on Pricing, Nimer, M/J 86:67-68 
Nimer on Pricing, Nimer, J/A 86:23-24 
Nimer on Pricing, Nimer, S/O 86:31-32 
Nimer on Pricing, Nimer, N/D 86:10 


Technology 


Executive’s Guide to Microcomputers in 
Healthcare, Healthcare Forum, J/F 86:31-44 

Microcomputers: Making Choices, Vose, J/F 
86:33-37 

Microcomputers—Case Study 1: Adapting to 
the Computerized Environment, Herbers, J/F 
86:39-41 

Microcomputers—Case Study 2: Maximizing 
the Results, Calvaruso, J/F 86:42-44 

Anticipating Your High-Tech Tomorrow, 
Kaiser, N/D 86:12 

Anatomy of a Decision, Weber, N/D 86:23 


Women in Healthcare 


Goodbye to All That, Austin, J/F 86: 10-17 

Room at the Top, Friedman, J/F 86: 18-21 

Women as Healthcare Consumers, Francese, 
J/F 86:22-24 

Networking—Getting Together to Get Ahead, 
Weiss, J/F 86:26-28 


AUTHORS 


Annison, Michael H. Bigger Than the Both of 
Us. M/A 86:23-25 
Austin, Nancy. Goodbye to All That. J/F 
86:10-17 
—_________ Physicians and CEOs. M/A 
86: 16-20 
Berger, Sally. A New Man at the Helm. M/J 
86:43-46 
Bronkesh, Sheryl J., and Steven D. Wood. Hos- 
pitals Selling to Hospitals. S/O 86:19-22 
Brown, Peter C. Making Money. J/A 86: 13-15 
Calvaruso, Joseph T. Microcomputers—Case 
Study 2: Maximizing the Results. J/F 
86:42-44 
Clarke, Roberta N., and Philip Kotler. Creating 
the Responsive Organization. M/J 86:26-32 
Coddington, Dean C., and Arthur B. Steiker. 
New Tools for Healthcare Decision-Making. 
S/O 86:25-27 
Coile, Russell C. Jr. The Leading Edge. J/F 
86:9 
The Leading Edge. M/A 86:49 
The Leading Edge. M/J 86:77 
The Leading Edge. J/A 86:27 
The Leading Edge. S/O 86:9 
_______. The Leading Edge. N/D 86:9 
Collins, Mark M. Shortcuts to Marketing Deci- 
sions. S/O 86: 16-18 
Dahl, Tor. Crisis in Productivity. J/A 86:17-19 
Dychtwald, Ken. A Blueprint for Hospitals in 
an Aging Society. N/D 86:32 
Fader, Henry C. Warning: Joint Ventures May 
Be Hazardous to Your Hospital’s Health. 
N/D 86:30 
Feldman, Mark L., and James B. Williams. 





November/December 1986 








1986 INDEX 





Life After Merger: The Human Resource 
Factor. S/O 86:33-36 

Flexner, William A., and John W. Gunkler. 
Confronting Organizational Culture. N/D 
86:38 

Flower, Joe. The Emerging Leaders: Seeding 
the Healthcare Frontier. M/J 86:48-61 

_________ Innovation: The 3M Credo. J/A 
86:8-11 

Francese, Peter K. Women as Healthcare Con- 
sumers. J/F 86:22-24 

Friedman, Emily. Room at the Top. J/F 
86:18-21 

_________ What do Consumers Really 
Want? M/J 86:19-24 

Making Choices. J/A 86:20-21 

_______. Making Choices. S/O 86:46-47 

___________ Making Choices. N/D 86:45 

Fritz, L. Rita. Developing a Consumer-Driven 
Hospital. M/J 86:39-40 

Gunkler, John W., and William A. Flexner. 
Confronting Organizational Culture. N/D 
86:38 

Healthcare Forum. Executive’s Guide to Mi- 
crocomputers in Healthcare. J/F 86:31-44 

_______ 1986 _ Innovators Catalog. J/A 
86:29-48 


__________ Highlights ’86: The 1986 AWH 
Convention Report. J/A 86:60-65 

Herbers, Mark C. Microcomputers—Case 
Study 1: Adapting to the Computerized Envi- 


ronment. J/F 86:39-41 

Higgins, Daniel B. Mega-Mergers: The Snow- 
ball Effect. M/J 86:62-65 

Jenna, Judith K. Toward the Patient-Driven 
Hospital, Part One. M/J 86:8-18 

Toward the Patient-Driven Hos- 

pital, Part Two. J/A 86:52-59 

Kaiser, Leland R. Organizational Mindset. J/F 
86:50-53 

—________ Anticipating Your High-Tech To- 
morrow. N/D 86:12 

Kotler, Philip. Idea Management. M/A 
86:45-48 


__________ and Roberta N. Clarke. Creating 
the Responsive Organization. M/J 86:26-32 
Michaelis, Tony, and Judy Pierson. Forecasting 
Physician Demand. M/A 86:26-27 

Mickus, Raymond, and Stephen Shortell. 
Standing Firm on Shaky Ground. J/F 
86:55-58 

Morgenstern, Alan. The Medical Mind. M/A 
86:8-11 

Nimer, Daniel A. Nimer on Pricing. J/F 


86:74-75 
______ Nimer on Pricing. M/A 86:31-32 
_________. Nimer on Pricing. M/J 86:67-68 
Nimer on Pricing. J/A 86:23-24 
Nimer on Pricing. S/O 86:3 i-32 
_______ Nimer on Pricing. N/D 86:10 
Pierson, Judy, and Tony Michaelis. Forecasting 
Physician Demand. M/A 86:26-27 


Piper, Susan. Reorganizing Without Ago- 
nizing. S/O 86:41-44 

Pointer, Dennis D. Achieving Greatness. J/F 
86:59-60 

Ruffner, John K. Product Line Management. 
S/O 86:11-14 

Salisbury, Stephen C. Shuttle Diplomacy. M/A 
86:29-30 


Shortell, Stephen, and Raymond Mickus. 
Standing Firm on Shaky Ground. J/F 


86:55-58 
Steiker, Arthur B., and Dean C. Coddington. 
New Tools for Healthcare Decision-Making. 
S/O 86:25-27 
Vose, G. Michael. Microcomputers: Making 
Choices. J/F 86:33-37 
Weber, David. Anatomy of a Decision. N/D 
86:23 
Weiss, Rhoda. Networking—Getting Together 
to Get Ahead. J/F 86:26-28 
Williams, James B., and Mark L. Feldman. 
Life After Merger: The Human Resource 
Factor. S/O 86:33-36 
Witt, John A. Just Asking. J/F 86:72 
Just Asking. M/A 86:28 
Just Asking. M/J 86:79 
Just Asking. J/A 86:21 
Just Asking. S/O 86:53 
—______ Just Asking. N/D 86:50 
Wood, Steven D., and Sheryl J. Bronkesh. Hos- 
pitals Selling to Hospitals. S/O 86: 19-22 





Is Your Institution 
Truly Consumer 
Driven? 

Top Management 
Self-Test 


(Answer yes or no.) 
1. Our hospital’s orientation to personal 

service is created by: 

having a director, coordinator, or project 
manager for guest relations 

a series of motivational workshops for 
all employees 

telephone courtesies and first impres- 
sions training 

gourmet meals 

valet parking 

a VIP wing 

additions of courtesy standards to perfor- 
mance appraisal form 

uniform/career apparel for public con- 
tact employees 

a series of video tapes for all or select 
staff with notebooks and quarterly 
poster and booster campaigns 

a public relations luncheon for physi- 
cians’ office staff 


a community ad campaign with bill- 
boards and newspaper ads that pro- 
motes “‘caring”’ images 

a computerized patient questionnaire 

2. Many of our managers believe: 

that they have to use a lot of jawboning or 
convincing to get employees to con- 
form to written standards of personal 
excellence 

that pay and written performance stan- 
dards are the same for department 
managers who are very good as for 
those who provide mediocre service 

3. Many of our employees believe: 

that their wellbeing is not a top priority 
of the CEO/COO 

that they ‘“‘don’t have time to be nice” 

that current efforts to become more per- 
sonal-service oriented are primarily 
directed as patients and physicians 

that this, like other programs, will go 
away 
4. Management systems are in place to: 
remove long-term rude, disgruntled em- 
ployees 

remove the nonproductive deadwood 

expand nontraditional hiring/employee 
selection system so that there are 
screens for personal as well as tech- 


nical excellence 

rapidly discipline and, if necessary, dis- 
miss those-employees who are not 
overtly friendly and helpful 

reward outstanding personal service 
through monetary and public recogni- 
tion 

5. The following measures are tied into 

performance appraisal, pay increases, 
promotions, and employee recogni- 
tion: 

internal data systems pinpointing those 
departments and work units that meet 
or exceed hospital standards for pa- 
tient satisfaction, good employee rela- 
tions, good internal customer service, 
and service to physicians 

patient satisfaction data on a monthly 
unit-by-unit and service-by-service 
basis 

physician satisfaction with hospital 
operations from a personal service 
standpoint 


A majority of yes answers to items 1, 2, and 
3 with few yes answers to items 4 and 5 
could be a major indicator of fatal flaws in 
your effort to become more consumer 
driven. 
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